FROM  THE  EDITORS  OF 


lEDGE  MAWAfiEMENT 


I  ike  most  employees  new  to  a  com¬ 
pany,  when  Andrew  Jewell  needed 
■  to  answer  an  important  ques¬ 
tion  about  a  department  project,  he 
wasn’t  quite  sure  where  to  turn.  So 
Jewell,  a  configuration  management 
manager  in  the  industrial  and  utilities 
consulting  group  at  American  Manage¬ 
ment  Systems,  Inc.,  logged  on  to  AMS’s 
“Knowledge  Center.”  The  center  is 
AMS’s  Notes  4.5/Domino  server-based 
knowledge  management  intranet,  an 
online  compendium  of  the  Fairfax,  Va.- 
based  consulting  firm’s  best  practices. 

From  Notes,  Jewell  reviewed  the  cen¬ 
ter’s  white  papers  on  business  process  re¬ 
engineering  tools  but  still  didn’t  find  the 
information  he  needed.  Fie  then  clicked 
on  a  directory  listing  AMS’s  resident 
re-engineering  experts.  One  of  them 
turned  out  to  be  a  vice  president  down 
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KNOWLEDGE  MANAGEMENT 


THE  FACTS 


Top  3  things  to  know; 
Knowledge  about 
customers  (97%) 

Best  practices/Effective 
processes  (87%) 

Own  competencies  and 
capabilities  (86%) 

Biggest  impediment  to 
knowledge  transfer; 
Corporate  culture  (54%) 

Biggest  difficulties  in 
managing  knowledge; 
Changing  people's 
behavior  (56%) 

Who's  leading  knowledge 
management  initiatives? 

IT  is  in  front  with  12%, 
followed  by  senior 
management  at  6% 

intranets  and  knowledge 
management; 

47%  are  building  intranets; 

25%  have  built  them; 

9%  say  they  should  build  them 

Source:  Ernst  &  Young  Center  for 
Business  Innovation  and  its  1997 
survey,  "Executive  Perspectives  on 
Knowledge  in  the  Organization" 


Continued  from  page  1 
the  hall  who  was  happy  to  share  his  exper¬ 
tise. 

“The  Knowledge  Center  gave  me  a 
single  point  of  contact  to  check  all  the 
resources  of  the  firm,”  Jewell  says.  “With¬ 
out  it,  I’d  probably  have  wound  up  re¬ 
inventing  the  wheel.” 

That  notion  of  putting  the  combined 
knowledge  of  the  firm  at  an  employee’s 
fingertips  is  the  essence  of 
knowledge  management. 
The  basic  goal:  to  take 
key  pieces  of  data  from 
various  sources,  such  as 
groupware,  databases, 
applications  and  people’s 
minds,  and  make  them 
readily  available  to  users 
in  an  organized,  logical 
form  that  represents 
knowledge. 

The  ability  to  pull 
together  facts  and  per¬ 
sonal  experience  into 
knowledge  others  can 
then  share  has  eluded 
many  businesses.  Of  400 
executives  surveyed  last 
year  by  Ernst  &  Young’s 
Center  for  Business 
Innovation,  most  said 
theirs  was  a  knowledge- 
intensive  business,  but 
87%  said  their  firms 
were  only  average  or 
worse  at  transferring 
knowledge.  “It’s  hard  to 
know  what  we  know  col¬ 
lectively,”  says  Susan 
Hanley,  director  of  the 
Knowledge  Center  and 
senior  principal  at  AMS. 

But  intranets  and  browser-based 
search,  retrieval  and  display  tools  are 
changing  that  by  making  it  possible  to 
extract  knowledge  from  a  range  of 
sources,  including  white  papers,  sales  pre¬ 
sentations,  online  forum  threads  and 
employee  directories.  More  than  51% 
of  the  executives  in  the  Ernst  &  Young 
survey  said  intranets  will  be  the  most 


important  tool  in  building  corporate 
knowledge,  and  72%  are  already  either 
building  or  planning  to  build  intranets. 
Users  Computerworld  interviewed  said 
that  with  robust  intranets  in  place,  build¬ 
ing  knowledge  management  systems 
becomes  a  process  of  identifying  key  data 
to  capture;  organizing  and  maintain¬ 
ing  it;  and  then  helping  users  search  it 
with  Web-based  tools. 

So  far,  intranet-based  knowledge  man¬ 
agement  systems  are  most  prevalent  at 
consulting  firms  and  organizations  such 
as  sales,  where  knowledge  is  fairly  homo¬ 
geneous  and  the  systems  therefore  easi¬ 
er  to  implement,  observers  say.  But 
deployment  is  growing  quickly.  “Knowl¬ 
edge  management  is  growing  as  fast  [as] 
or  even  faster  than  the  Web-based  phe¬ 
nomenon,”  says  Thomas  Koulopoulos, 
president  of  Delphi  Consulting  Group. 

Nonetheless,  even  with  solid  intranet 
foundations,  knowledge  management 
challenges  are  considerable.  There’s 
adapting  groupware  tools  such  as  Notes 
for  enterprisewide  support;  supplying 
robust,  intuitive  data  retrieval  tools;  per¬ 
suading  employees  to  participate  in 
knowledge  management  programs;  and 
quantifying  benefits.  Hewlett-Packard 
Co.  is  one  firm  that’s  been  able  to  cal¬ 
culate  annual  savings:  $25  million  in  the 
U.S.  alone  from  its  Electronic  Sales  Part¬ 
ner  program.  But  most  other  companies 
have  found  it  tougher  to  affix  dollar  fig¬ 
ures  to  their  efforts,  which  can  cost  up 
to  $7,500  per  employee. 

GATHERIIMC  KIMOWLEDGE 

For  many  users,  consultants  said,  the 
starting  point  for  knowledge  manage¬ 
ment  applications  is  recognizing  a  spe¬ 
cific  business  problem,  such  as  timely 
distribution  of  literature  to  salespeople, 
or  sensing  that  better  communication  of 
ideas  is  needed  across  the  company  to 
maintain  or  build  a  competitive  edge. 

Concentrating  on  solutions  for  a  sin¬ 
gle  line  of  business  or  a  select  group  of 
users  will  simply  lead  to  additional  islands 
of  information  management  rather  than 
a  continent  of  knowledge  management. 


says  Jim  Bair,  research  director  and  head 
of  knowledge  management  research  top¬ 
ics  at  Gartner  Group,  Inc.  But  other  con¬ 
sultants  say  companies  with  heteroge¬ 
neous  lines  of  business  or  employee 
functions  might  find  attempting  enter¬ 
prisewide  knowledge  management  to  be 
overkill.  “You  don’t  want  knowledge 
management  to  become  the  arterial 
plaque  on  the  walls  of  your  network,” 
Koulopoulos  says. 

For  example,  while  AMS  has  several 
consulting  specialties,  it  decided  all  con¬ 
sultants  could  benefit  from  access  to  best 
practices  data.  Realizing  that  most  of 
these  practices  were  locked  in  the  minds 
of  thousands  of  employees  scattered 
across  the  globe,  AMS  created  a  Knowl¬ 
edge  Center  Associates  program  designed 
to  encourage  consultants  to  commit  to 
work  on  at  least  one  best  practices  pro¬ 
ject  a  year.  Associates  may  work  singly 
or  in  virtual  groups  to  create  white  papers 
distilling  these  practices. 

Senior  consultants  review  the  papers 
to  ensure  they  don’t  conflict  with  other 
best  practices.  Next,  they’re  indexed  by 
the  Knowledge  Center’s  staffers,  who 
enter  them  into  a  Notes  database  for 
retrieval.  Consultants  in  the  company 
access  the  center  via  a  Notes  interface. 
Outside  the  company,  they  can  search 
Web-enabled  Notes  databases  through 
the  Domino  Web  server. 

AMS  began  its  knowledge  programs 
with  one  “core  competency”  in  1993  and 
expanded  it  to  five  others  in  1995.  In 
1996,  about  250  associates  completed 
research  projects;  that  number  grew  to 
450  in  1997,  Hanley  says.  With  thou¬ 
sands  of  consultants  in  50  offices  world¬ 
wide  and  new  knowledge  being  creat¬ 
ed  constantly,  the  process  of  capturing 
it  will  be  a  continual  one,  she  says. 

HB  which  has  several  knowledge  man¬ 
agement  initiatives  under  way,  illustrates 
the  “point  of  pain”  approach.  The  need 
for  its  Electronic  Sales  Partner  intranet 
was  clear:  “Our  fundamental  issue  was 
how  to  build  an  electronic  system  that 
thinks  the  way  the  user  does  and  reduces 
Continued  on  page  6 
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Blazing  New  Mail  Trails 


he  Chancellor's  Com¬ 
munications  Services 
(CCS)  office  at  the 
University  of  California 
at  Los  Angeles  receives  as  many  as  a 
hundred  letters  a  day  —  correspon¬ 
dence  on  budget  questions,  student 
fees,  campus  facilities  and  academic 
issues.  Twice  a  day,  five  people  open 
the  letters,  read  them,  type  summaries 
into  a  mainframe  and  then  manually 
route  and  later  follow  up  on  the  letters 
to  see  if  proper  action  was  taken. 

That's  all  set  to  change  as  the  office 
pilots  a  new  knowledge  management 
system  based  on  RetrievalWare  6.0 
from  Excalibur  Technologies  Corp.  in 
Vienna,  Va. 

Under  the  new  system,  staffers  will 
scan  and  index  incoming  letters  for 


WE  NEEDED  the  ability 
to  search  on  anything. 

JACKIE  REYNOLDS, 

MANAGER  OF  IS  SUPPORT, 
UCLA 


routing  to  the  appropriate  individual. 
Then  recipients  logging  on  to  their  cam¬ 
pus  Web  browsers  will  see  lists  of  mail 
divided  into  "action"  and  "FYI"  items, 
each  tagged  with  the  date  of  receipt, 
author  and  a  content  abstract.  Clicking 
on  these  will  take  users  to  a  TIF  or  text 
file,  where  they  can  cut  and  paste  the 
contents  and  record  actions  taken  on  an 
annotation  tab.  Whatever  they  do,  they 
can't  leave  the  document  until  they've 
taken  some  action,  says  Greg  Partipilo, 
project  leader  in  UCLA's  administrative 
information  systems  (AIS)  area. 

While  this  may  seem  like  a  familiar 
document  management  solution. 


Partipilo  and  hi 
Reynolds,  say 
needed  the  ah 


n 


s  boss,  Jackie 
t's  much  more.  "We 
ility  to  search  on  any¬ 
thing,"  says  Reynolds,  manager  of 
information  systems  support  for  AIS. 
Document  management  tools  reviewed 
did  not  offer  RetrievalWare's  adaptive 
pattern  recognition  or  fuzzy  search 
logic,  Partipilo  says. 

Analysts  also  say  not  to  discount 
beginning  knowledge  management  at 
the  document  level.  "Knowledge  man¬ 
agement  is  about  cre¬ 
ating  unanticipated 
connections  between 
information,"  says 
Thomas  Koulopoulos, 
president  of  Delphi 
Consulting  Group.  He 
says  many  of  those 
potential  connections 
get  lost  in  documents 
because  they  tend  to 
be  so  unstructured. 

To  bring  order  to  the 
CCS  documents, 
Excalibur  worked 
closely  with  Partipilo's 
team  to  provide  a  sys¬ 
tem  that  includes 
Kofax,  Inc.'s  Ascent/ 
Capture  optical  char¬ 


acter  recognition,  scanning  and  index¬ 
ing  software,  Partipilo  says.  CCS 
staffers  scan  letters  using  Ascent  on  a 
Dell  Computer  Corp.  GX  200-MHz  work¬ 
station  tied  to  a  Fujitsu  397E  scanner. 

Next,  at  Intel  Corp.  Pentium-class 
workstations  equipped  with  Ascent 
and  21 -in.  monitors,  CCS  staffers  index 
the  documents  using  pull-down  menus 
that  Excalibur  custom-scripted.  When 
finished,  the  Ascent  server  releases 
the  indexing  data  to  a  SQL  Server 
database  and  the  TIF  images  to 
RetrievalWare  running  on  a  Compaq 
Computer  Corp.  ProLiant  2500  server 
with  a  16G-byte  hard  drive. 

RetrievalWare  creates  and  routes  let¬ 
ter  abstracts  to  users.  Staffers  can  also 
set  electronic-mail  triggers  on  urgent 
documents,  and  RetrievalWare  will 
send  the  recipient  the  document 
abstract,  as  well  as  a  hyperlink  to  the 
Web  login  page.  When  searching  for  a 
document,  users  may  either  refer  to 
index  data  or  to  some  words  or  phrases 
in  the  letter.  RetrievalWare  either 
matches  the  query  against  the  SQL 
database  or  searches  text. 

The  CCS  project  was  necessary 
because  CCS  users  were  scheduled  to 
lose  their  mainframe  mail  support  at 
year-end  1997  but  needed  automation  to 
deal  with  thousands  of  letters  a  month, 
Reynolds  says.  UCLA's  Student  Affairs  is 
piloting  a  RetrievalWare  indexing  proj¬ 
ect,  and  Partipilo  says  he  could  see  the 
software  becoming  the  search  engine  of 
choice  for  the  campus.  But  Reynolds 
says  that  while  other  UCLA  departments 
have  been  impressed  by  the  CCS  proj¬ 
ect's  features,  they  are  balking  at  its 
costs,  which  neither  she  nor  Partipilo 
would  share. 

But  Partipilo  says  adopting  a  newer 
technology  may  not  be  cheaper  in  the 
short  term  than  the  manual  processes  it 
replaces.  "But  if  you're  an  enterprise 
that  wants  to  automate  on  the  desktop, 
sometimes  it's  more  equitable  to  imple¬ 
ment  that  automation,"  he  says. 

—  SHARON  WATSON 
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In  1 996,  a  survey  by  the  United  States  Department  of  Transportation  rated  Southwest  Airlines  as  the  top  U.S,  airline. 


HOW 

SOUTHWEST  AIRLINES 
CONNECTED  WITHOUT 
RESERVATIONS 


How  do  you  get  to  be  #1  ? 

Southwest  Airlines  did  it  with  on-time  performance,  baggage  handling  and  overall  customer  satisfaction. 
Which  made  their  business  boom — and  their  network  explode. 

In  1991,  Southwest  had  just  100  nodes  and  four  different  operating  systems — 
and  reservations  ran  on  a  separate  mainframe. 

None  of  these  resources  could  communicate  with  each  other,  and  administration  was  difficult. 

Today,  the  airline  has  over  6,000  nodes  running  on  just  one  operating  system  with  seamless  intercommunications 
throughout  the  entire  system,  all  managed  by  just  six  network  administrators. 


Novell®  IntranetWare™  makes  it  possible. 


IntranetWare  technology  is  helping  Southwest  move  into  the  future 
because  it's  the  only  networking  software  that  can  handle  their  rigorous  requirements,  such  as  putting  550  users  on  a  single  server. 
Yet  it  has  the  stability,  reliability  and  high  availability  demanded  for  a  customer-dependent  business. 


And  because  IntranetWare  is  tightly  integrated  with  NDS— the  world's  leading  cross-platform  directory  service — 

Southwest  can  easily  manage  and  control  their  entire  network  with  single-source  administration. 

IntranetWare  offers  the  best  management  and  control  of  increasingly  complex  networks,  including  the  Internet  and  corporate  intranets, 

reducing  overall  network  operating  costs — and  making  all  the  right  connections. 

www.novell.com/intranetware 


Novell 
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KNOWLEDGE  MANAGEMENT 


Continued  from  page  2 
the  time  to  get  documents  that  solve  cus¬ 
tomer  business  problems,”  says  Bob 
Crum,  knowledge  manager,  sales  com¬ 
munications,  at  the  Palo  Alto,  Calif.- 
based  computer  maker. 

The  company  was  wasting  thousands 
of  dollars  printing  sales  literature  that 
was  never  delivered  and  was  eventually 
destroyed,  Crum  says.  Yet  the  interna¬ 
tional  sales  force  couldn’t  easily  retrieve 
required  documents.  So  in  February 
1995,  the  company  rolled  out  the  Elec¬ 
tronic  Sales  Partner  program,  a  reposi¬ 
tory  of  30,000  sales-related  documents 
accessible  via  Netscape  Communications 
Corp.’s  Navigator  over  the  company’s 
intranet  from  1 10,000  PCs.  “It’s  become 
mission-critical  as  far  as  the  sales  force 
is  concerned,”  Crum  says.  “We  deliver 
a  document  every  1.5  seconds  to  a  sales¬ 
person  somewhere  in  the  world.” 

RETRIEVAL  IS  NEXT 

Yet  creating  a  repository  of  knowledge, 
whether  it’s  white  papers  or  sales  col¬ 
lateral,  is  only  the  beginning  of  knowl¬ 
edge  management.  Enabling  people  to 
search  it  is  the  next  ball  of  wax. 

HP  organized  its  documents  into  1 1 
folders;  73%  of  the  time  users  search 
(rather  than  browse)  them  to  find  the 
data  they  require,  Crum  says.  But  the 
increasing  use  of  search  tools  —  in  this 
case,  a  several-year-old  version  of  Verity, 
Inc.’s  Verity  Topics  and  a  front  end  cus¬ 
tomized  in  Perl  —  creates  its  own  issues, 
he  says. 

“Full  text  and  metadata  searching  are 
not  sufficient  any  longer,”  Crum  says.  A 
query  on  “retail  banking  solutions”  might 
bring  up  thousands  of  documents  or 
none.  And  a  “zero”  response  might  mean 
no  actual  data  is  available  —  or  just  reflect 
an  imprecise  user  query.  “Over  the  com¬ 
ing  year,  we  need  to  radically  alter  our 
searching  scenario  to  bring  up  more  rel¬ 
evant  documents,”  Crum  says. 

To  do  that,  the  company  will  upgrade 
to  a  newer  version  of  Verity’s  search 
engine  and  is  evaluating  push  and  agent 
technologies.  It  won’t  be  alone,  consul- 


Tips  For 
Know-How 

I  ADD  TRAINED  LIBRARIANS 
to  your  knowledge  management 
intranet  team  to  streamline  the 
information  organization,  or 

"taxonomy,"  process. 

I  TAKE  A  LOAD  OFF:  Users  say  the 
right  knowledge  management  pro¬ 
grams  can  help  reduce  intranet  net¬ 
work  traffic  by  replacing  general 
net-casting  services  and  long 
search  sessions. 

I  KEEP  IT  SIMPLE:  Make  it  easy 
for  users  to  categorize  their 
knowledge  submissions  with 
pull-down  menus. 

I  ADD  SOME  EXTRAS:  Entice  users 
onto  your  knowledge  management 
intranet  by  giving  them  features 
such  as  access  to  restaurant  guides 
or  chat  rooms. 

I  FACTOR  IN  OUTSIDE  RESOURCES: 
Include  commercial  databases  and 
subscription  services,  such  as  Dow 
Jones  and  Reuters,  in  indexing  and 
searching  strategies. 

tWARN  USERS  TO  EXERCISE 
JUDGMENT:  Unfiltered  knowledge 
,;^from  outside  sources  or  E-mailed 
responses  to  a  question  —  may  be 
pearls  or  dime-store  paste. 

■  MANAGE  ANECDOTES:  Collect 
success  stories  and  tabulate  hit 
rates  on  specific  documents  to 
encourage  program  participation 
and  demonstrate  success  to  man¬ 
agement. 

■  THINK  MAINTENANCE:  Have  a 
plan  for  updating  or  dumping  obso¬ 
lete  knowledge. 


rants  say:  The  information  retrieval  tools 
market  is  bursting  with  new  entrants 
as  well  as  old  hands  that  have  redressed 
document  management  and  search 
engines  in  knowledge  management 
clothes  (see  box,  page  10). 

These  tools,  which  include  offerings 
from  market  leaders  Dataware,  Excal- 
ibur.  Fulcrum  and  Verity,  all  accomplish 
the  same  basic  tasks:  They  create  meta¬ 
data,  or  information  describing  data;  they 
index  data  residing  in  a  variety  of  appli¬ 
cations;  and  they  enable  users  to  search 
the  data  using  search  engines  similar  to 
those  on  the  Internet.  All  vendors  tout 
their  ability  to  make  the  underlying  loca¬ 
tion  of  the  data  transparent  to  the  user. 

But  the  data  sources  may  be  prob¬ 
lematic.  For  instance,  AMS  considered 
using  Verity  to  search  its  Notes  databases, 
but  it  was  too  hard  to  pull  metadata  from 
Notes  databases  using  such  tools,  Han¬ 
ley  says.  Consultant  Bair  says  that’s  not 
surprising  because  Notes  is  a  flat  file 
rather  than  a  robust  relational  database; 
however,  he  expects  upcoming  versions 
of  Notes  to  be  more  compatible  with 
knowledge  management  search  tools. 

Not  all  users  are  adopting  these  tools, 
though.  At  Buckman  Labs  in  Memphis, 
users  of  the  K’Netix  knowledge  man¬ 
agement  intranet  find  Netscape  Com¬ 
municator’s  search  abilities  sufficient, 
says  Tim  Meek,  manager  of  knowledge 
transfer  at  the  chemical  manufacturer. 

AT&T  is  building  its  own  retrieval 
tool  for  its  knowledge  management 
intranet,  says  Joe  Barrera,  intranet  pro¬ 
gram  manager  for  the  telecommunica¬ 
tions  carrier.  Because  AT &T  is  filing  for 
a  patent  on  its  search  tool,  he  could  not 
describe  it  in  detail.  But  Barrera  did  say 
it  will  encompass  Verity,  which  search¬ 
es  and  catalogs  AT&T’s  many  internal 
web  sites,  and  also  search  databases,  appli¬ 
cations  and  employee  directories  — 
features  Verity  didn’t  have  when  AT &T 
was  planning  its  system. 

Several  consultants  agree  that  even  the 
most  effective  search  engine  simply 
retrieves  information  and  that  it’s  up  to 
the  user  to  connect  the  dots  to  create 
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knowledge  from  that  data.  Some  users 
say  they’ll  be  investigating  so-called  visu¬ 
alization  tools  to  automate  this  process. 
Such  tools  sit  on  top  of  traditional 
retrieval  tools  and  present  hits  to  users 
in  some  visual  format,  such  as  by  clus¬ 
tering  hits  closest  to  the  user’s  query. 
Eventually,  with  artificial  intelligence  or 
fuzzy  logic,  similar  tools  might  even  sug¬ 
gest  to  users  related  topics  they  might 
want  to  review,  Koulopoulos  says. 

GETTING  USERS  TO  USE  IT 

No  matter  how  sophisticated  knowledge 
management  tools  become,  users  say, 
they’re  all  for  naught  if  users  ignore  them. 
And  ignore  them  they  will  if  they  are  too 
difficult  to  use,  consultants  say.  “The 
more  you  make  the  user  do,  the  more 
restricted  the  flow  of  data  will  be,”  says 
Rob  Bohlin,  chief  operating  officer  at 
Lexington,  Mass. -based  Nextera,  a 
knowledge  management  consulting  firm. 

To  encourage  users  to  submit  knowl¬ 
edge,  AMS  offers  a  special  conference 
with  name  speakers  such  as  Tom  Dav¬ 
enport,  author  and  information  tech¬ 
nology  management  guru  at  the  Uni¬ 
versity  ofTexas,  for  its  Knowledge  Center 
Associates.  At  Buckman  Labs,  where 
K’Netix  actually  began  as  a  series  of  pri¬ 
vate  forums  on  CompuServe, 
online  break  rooms  the  compa¬ 
ny  created  to  keep  nonbusiness 
chatter  outside  of  the  forums 
actually  helped  increase  user  par¬ 
ticipation,  Meek  says.  “The 
rooms  helped  employees  get  to 
know  each  other  and  built  trust 
among  them,”  he  says.  To  more 
easily  capture  and  search  forum 
threads,  the  company  plans  to 
transfer  them  to  its  intranet  in  the 
coming  year. 

On  the  information  retrieval 
side,  ensuring  quality  of  infor¬ 
mation  has  been  key  to  the  suc¬ 
cess  of  HP’s  Electronic  Sales  Part¬ 
ner  program.  “We  pay  absolutely 
maniacal  attention  to  our  users 
needs,”  Crum  says.  He  has  reject- 
Continued  on  page  10 


Meeting  Knowledge  Head-On 


Creating  an  annual  man¬ 
agement  presentation 
used  to  require  engi¬ 
neers  to  make  three  trips  or  more  to 
Texas  Instruments,  Inc.'s  Dallas  head¬ 
quarters. 

"People  would  take  notes,  create 
action  items,  go  away  and  work,  then 
come  together  again  to  get  com¬ 
ments,"  says  Marshall  Woolard, 
virtual  teams  program  manager. 

But  that  meeting  style  is  changing. 
For  the  most  recent  presentation, 
Woolard's  team  worked  in  an  intelli¬ 
gent  conference  room  now  in  testing 
at  Tl.  Equipped  with  two  interactive 
whiteboards,  a  projector,  a  confer¬ 
ence  center  computer,  a  hybrid  work¬ 
station  and  a  server,  all  using  Tl- 
developed  technology  licensed  to 
Smart  Technologies,  Inc.  in  Calgary, 
Alberta,  the  room  linked  far-flung  par¬ 
ticipants  via  the  company's  intranet. 

Participants  write  on  the  white¬ 
boards,  whose  contents  can  be  stored 
on  disk.  They  can  also  use  applica¬ 
tions  on  their  laptops.  The  data  is 
transmitted  to  Tl's  network  and  the 


□I 

y 
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conference  room  server  for  white¬ 
board  display  using  Microsoft  Corp.'s 
NetWave  wireless  LAN.  Experts  from 
other  regions  are  linked  in  via 
Microsoft's  NetMeeting. 

The  result:  Real  work  gets  done  at 
the  meeting. 

"Capturing  this  kind  of  knowledge 
as  people  are  co-creating  it  is  the 
next  step  for  knowledge  manage¬ 
ment,"  says  Cindy  Johnson,  director 
of  collaboration  and  knowledge  shar¬ 
ing  at  Tl. 

Woolard  explains  that  one  person 
might  start  out  making  changes  to  a 
design  while  others  watch  on  the 
whiteboard.  Then,  as  a  person 
"catches  on"  to  the  first  engineer's 
direction,  he  adds  to  the  diagram.  "It 
becomes  a  very  natural,  interactive 
flow,"  he  says. 

Woolard  notes  that  interactive 
meetings  require  strong  management 
support  because  some  people  resist 
changing  meeting  formats.  In  general, 
though,  they  accomplish  more  and 
better-quality  work  than  at  traditional 
meetings,  he  says.  "It's  impossible  to 
quantify  time  saved  because  when 
you  have  a  successful  [interactive] 
meeting,  you  don't  know  how  many 
other  meetings  you  would  have  need¬ 
ed  had  it  not  gone  well,"  he  says. 

In  addition,  the  possibilities  are 
great.  "There's  just  a  tremendous 
wealth  of  knowledge  that  can  be 
capitalized  on,"  he  says. 

—  SHARON  WATSON 

'CAPTURING  THIS 
kind  of  knowledge 
as  people  are  co¬ 
creating  it  is  the 
next  step." 

CINDY  JOHNSON,  Tl 


PHOTOGRAPH  BY  DOUG  HOPPER 
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ONE 

GIANT  LEAP 
FOR  E-MAIL. 


Imagine,  e-mail  that  goes  where  no  e-mail  has  gone  before. 

Using  the  Internet  as  its  launching  pad,  e-mail  that  can  circle  the  planet  to  make  workgroups  work. 
Expanded  e-mail  that  makes  users  six  times  more  productive  than  users  of  competitive  products.* 
With  the  freedom,  flexibility,  and  friendliness  of  an  out-of-the-box  solution  — 
that  can  still  be  easily  optimized  to  your  needs. 

And  can  leverage  your  existing  network  investment  for  maximum  impact  at  minimum  cost. 


Novell  GroupWise  5.2  makes  it  possible. 

GroupWise®  5.2  technology  is  as  easy  to  use  as  ordinary  e-mail, 
but  offers  a  rich  array  of  expanded  capabilities— such  as  calendaring  and  scheduling,  document  management,  workflow,  imaging, 
threaded  discussions  and  status  tracking— that  takes  ordinary  e-mail  out  of  this  world. 

And  puts  a  whole  new  world  of  productive  tools  within  reach  of  any  user,  any  browser,  any  platform, 
any  server  (yes,  even  NT).  It's  also  Java®-enabled,  easy  to  learn  and  easy  to  administer. 

It's  no  wonder  nearly  three  out  of  four  people  who  try  GroupWise,  buy  it. 

So  try  it— FREE.  Get  a  free  three-user  CD  version  of  the  full  product  by  calling  1-800-778-1850  or  download  it  from  our  Web  site. 

It's  a  small  step  for  you  — but  a  giant  leap  for  your  business. 

www.novell.com/groupwise/leap 


Novell 
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KNOWLEDGE  MANAGEMENT 


Continued  from  page  7 
ed  submissions  that  are  not  germane  to 
the  international  sales  force,  such  as  a 
link  on  an  internal  web  site  to  San  Fran- 
cisco-area  organizations. 

What’s  proving  more  difficult  than 
persuading  users  to  participate  in  knowl¬ 
edge  management  is  calculating  its  hard- 
doUar  benefit  to  the  enterprise,  users  say. 
Knowledge  management  isn’t  cheap. 
Meek  says  Buckman  Labs  has  kept  the 
cost  at  about  $7,500  per  user  annually. 
A  spokesperson  for  Fulcrum  says  per¬ 
user  fees  may  range  from  $50  to  $400 
per  user,  depending  on  the  configura¬ 
tion  licensed.  Staffing  needs  can  be  sub¬ 
stantial,  too:  Eleven  employees  are  ded¬ 
icated  to  supporting  HP’s  Electronic  Sales 
Partner;  AMS  has  90  people  who  spend 
at  least  some  time  on  the  Knowledge 
Center. 

And  knowledge  management  payoffs 
can  be  hard  to  quantify.  HP  is  the  excep¬ 
tion,  with  its  $25  million  annual  savings 
from  the  sales  partner  program  calcu¬ 
lated  on  the  assumption  that  salespeople 
have  two  to  five  more  hours  a  week  to 
sell,  Crum  says. 

AMS  signed  up  one  new  client  only 
after  consultants  pulled  up  1 5  real-world 
examples  from  the  Knowledge  Center 
that  convinced  it  that  AMS  had  the 
expertise,  Hanley  says.  Buckman  Labs 
has  seen  its  percentage  of  revenue  from 
new  products  steadily  increase  in  the  past 
five  years,  but  Meeks  says  it’s  difficult 
to  pinpoint  how  much  of  that  is  relat¬ 
ed  to  knowledge  management. 

But  even  if  hard  or  soft  dollar  sav¬ 
ings  are  hard  to  tally,  its  proponents  say 
knowledge  management  is  inevitable. 
“You  must  give  people  the  technology 
to  manage  information  more  easily,  then 
explain  why  it  won’t  really  get  easier,” 
says  John  Peetz,  chief  knowledge  offi¬ 
cer  at  Ernst  &  Young.  “We’ve  arrived 
at  the  21st  century,  and  the  volume  of 
information  will  only  grow.  We  must 
help  employees  cope.” 


Watson  is  a  freelance  writer  in 
Chicago. 


Product  Sampler 

Some  vendors  that  offer  knowledge 
management  tools  for  the  intranet 

For  more  details,  visit  us  online  at  www.computerivorld.com/intranets 


Altris  Software,  Inc. 

www.altris.com 

Web  Information  Server  and 
Distributed  Object  Maitre'd 
enables  access  to  document  man¬ 
agement  systems  in  the  enterprise. 

BackWeb  Technologies 

WWW.  backweb.  com 

BackWeb  Infocenter  4.0  lets  com¬ 
panies  quickly  create  customized 
knowledge  distribution  systems  for 
intranet  and  extranet  applications. 


KnowledgeX,  Inc. 

WWW.  knowledgex.  com 

KnowledgeX  is  software  for 
acquiring,  discovering,  publishing 
and  distributing  knowledge. 

Magnifi,  Inc. 

WWW.  magnifi.  com 

Magnifi  Server  1.0  enables  index¬ 
ing,  locating  and  retrieving  data 
across  all  media  types.  Works  with 
existing  infrastructures  to  retrieve 
content  on  the  Internet  or  intranet. 


Ihis  view  of 
Fulcrum's  Knowledoe 
Map  function  cap¬ 
tures  the  variety  of 
information  assets  a 
business  can  draw  on 
to  create  knowledge 
and  illustrates  the 
complexity  of  creat¬ 
ing  a  taxonomy,  or 
organizational  data 
structure. 
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Fulcrum  Technologies,  inc. 

www.fulcrum.  com 

Product  line  includes  WebCO, 
Knowledge  Network  and  the 
SearchServer  family. 

inference  Corp. 

WWW.  inference,  com 

Product  line  includes  Inference  Find, 
knowledge  search  and  clustering  tool 
and  the  Intranet  Help  Desk 
Knowledge  Management  Solution. 

intraspect  Software 

WWW.  intraspect.  com 

Intraspect  Knowledge  Management 
System  features  collaboration, 
search  and  retrieval,  groupware 
and  database  technologies. 
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Molloy  Group,  Inc. 

WWW.  molloy.  com 

Internet  Knowledge  Kiosk  is  for 
help  desks  and  call  centers. 

Psytep  Corp. 

(512)  887-0079 

EKASYS  provides  value-priced 
knowledge  management  and  com¬ 
petitive  intelligence  solutions. 

Verity,  Inc. 

WWW.  verity,  com 

Data  in  documents  can  be  searched, 
extracted,  indexed  and  rendered  in 
HTML  for  viewing  via  Web  browsers. 
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Knowledge  Bases  Raise  End-User  IQ 


By  Steve  Alexander 

To  accommodate  rapid 
growth,  PeopleSoft, 
Inc.  developed  an 
intranet  for  company¬ 
wide  technical  support. 
As  the  firm  grew  from 
about  1,500  employees 
in  November  1995  to 
4,200  at  the  end  of 
1997,  it  began  using  knowledge  man¬ 
agement  software  to  allow  employ¬ 
ees  to  diagnose  their  own  problems 
and  help  train  new  help  desk  employ¬ 
ees  more  quickly,  says  Tracy  Leighton, 
manager  of  PeopleSoft’s  knowledge 
development  team  in  Pleasanton, 
Calif  The  application,  called  Eureka, 
christened  the  company’s  intranet. 

WHAT  THEY’RE  DOING 

The  intranet-based  system  comprises 
software  that  asks  users  questions  until 
they  arrive  at  an  answer  to  their  prob¬ 
lem.  It’s  built  on  case  bases,  about  1 ,700 
of  which  are  prepackaged  cases  con¬ 
cerning  Windows  95  and  NT.  Peo¬ 
pleSoft  built  about  2,500  more  cases 
from  interviews  with  technical  staffers 
and  from  unresolved  cases. 

Besides  technical  help,  the  system  also 
provides  telecom  data,  sales  force  enter¬ 
prise  application  data  and  a  guide  that 
explains  the  network  to  employees. 

WHY  CALL  IT  KNOWLEDGE  MANAGEMENT? 

Information  management  puts  bits  of 
information  in  order  so  they  can  be 
searched.  Knowledge  management 
identifies  key  pieces  of  information  and 
lets  people  find  that  information 
through  a  question  and  answer  sequence 
called  a  problem  solution  set. 


USAGE 

The  first  month,  there  were  fewer  than 
600  user  sessions.  Promotion  efforts, 
which  included  putting  a  Eureka  icon 
on  all  desktop  PCs  and  offering  ori¬ 
entation  programs,  increased  user  ses¬ 
sions  to  3,500  a  month  by  November 
1 997.  However,  employees  still  can  — 
and  do  —  call  the  help  desk,  which 
in  fact  has  experienced  an  increase  in 
calls.  Leighton  attributes  that  to  the 
company’s  transition  to  Windows  NT 
4.0  and  Windows  95  and  notes  that 
users’  problems  are  more  sophisticat¬ 
ed,  such  as  “I  can’t  get  my  IP  address.” 

STAFFING 

When  we  started  working  with  our  help 
desk  in  November  1995,  it  had  less  than 
six  people,  and  we  had  1 ,500  to  1 ,700 
employees.  We  now  have 
4,200  employees  and 
about  two  dozen  help 
desk  people,  including 
the  first-level  call 


provided  the  structure  for  authoring 
the  knowledge  bases.  PeopleSoft  used 
Inference’s  case-based  reasoning  tech¬ 
nology,  CasePoint  WebServer  and 
prepackaged  knowledge  bases  for 
Windows  NT  4.0  and  Windows  95. 
PeopleSoft  modifica¬ 
tions  of  the  Web  serv¬ 
er  included  the  Euteka 
front  end  and  a  call¬ 
tracking  application  for 
the  help  desk. 


WHAT'S  ONLINE 


For  the  full  interview 
with  Tracy  Leighton  and 
RealAudio  clips,  visit 

www.computerworld.com/intranets 


center  and 
the  second- 
level  LAN 
support  that 
calls  escalate 


PRODUCTS 

Inference  Corp 


COST  SAVINGS 

PeopleSoft  hasn’t  calculated  total  cost 
savings  but  estimates  that  the  help  desk 
gets  50%  to  60%  fewer  calls  than  it 
would  otherwise. 

GREATEST  DIFFICULTY 

First  getting  higher  management  buy- 
in,  then  getting  people  to  share  knowl¬ 
edge  and  finally  letting  people  know 
the  system  was 
there. 


ADVICE 

Develop  a  business  plan 
to  make  justification  eas- 
'  ier  as  the  project  advances. 
Have  a  vision  to  avoid  a  dis¬ 
appointing  user  response. 


PeopleSofl'sIracv  Leiotilon; 

11 1  don't  have  lo  know 
whall'm  looking  for  althe 
beginning  of  the  session,  thal'i 
knowledge  management 


LOOKING  AHEAD 

In  1998,  PeopleSoft  will  con¬ 
sider  adding  knowledge  man¬ 
agement  “case  bases”  for  human 
resources  or  for  a  combination 
of  the  help  desk,  network  sup¬ 
port  staff,  server  support  staff 
and  database  administrators. 


Alexander  is  a  freelance  writer 
in  Edina,  Minn. 
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OPEN 


systems.  Open  standards.  Open  doors  of  interchange  anywhere  in  the  world. 

That  is  the  promise  of  networking. 

And  that  is  the  promise  Novell®  is  delivering. 

Novell's  innovative  enabling  technologies  helped  create  the  networking  revolution  of  yesterday 

and  are  now  helping  catalyze  the  business  revolution  of  tomorrow. 

With  millions  of  users  around  the  world,  Novell  server  operating  systems  truly  power  the  network. 

The  latest  version  of  IntranetWare™  software,  for  example,  offers  superior  management  and  control  of  increasingly  complex  networks, 
including  the  Internet  and  corporate  intranets,  delivering  exceptional  value  at  a  low  cost  of  ownership. 

IntranetWare  is  supported  by  Novell  Directory  Services"" 

the  industry's  leading  cross-platform  directory  service, 
providing  single-source  administration  of  all  parts  of  the  computing  environment, 

including  UNIX*  and  NT  servers,  minis  and  mainframes. 

NDS™  also  closely  integrates  with  Novell  BorderManager™  technology,  Novell's  newest  Internet  product. 


BorderManager  is  the  industry's  first  integrated  family  of  directory-based  network  services 

that  manages,  secures  and  accelerates  user  access  to  information  at  every  network  border-—- 

the  point  where  any  two  networks  meet. 

NDS  and  BorderManager  are  object-oriented  network  services  that  can  be  integrated  under  Novell's  Network  Object  Services  for  Java? 
This  unique  set  of  Java  initiatives  allows  developers  to  fully  build  robust  and 

scalable  server-based  solutions  for  the  Internet 
using  open  public  API  specifications  for  Java  applications  for  global  computing. 

And  GroupWise*  5.2  leverages  the  ubiquity  of  the  Internet  to  deliver  expanded  e-mail  capabilities 
such  as  calendaring  and  scheduling,  document  management,  workflow,  imaging,  threaded  discussions  and  status  tracking — 

for  any  user  with  any  browser  on  any  server. 

Networks  will  continue  to  get  bigger,  faster  and  more  complex.  But  they're  still  just  networks. 

And  no  one  knows  networks  like  Novell. 

We  have  the  tools,  the  technology  and  the  talent  to  make  the  networking  future  a  practical  reality  today. 

Internet,  intranet,  extranet — anynet — the  name  of  the  network  is  Novell. 

www.novell.com 
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